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 The survey was conducted to gain an understanding of
how the members of THE EXCHANGE network feel
about the network and Ficanex’s management of it.

o Satisfaction with other suppliers in the ATM and transfer
space was measured in order to benchmark and to
identify strengths and weaknesses within the network.

e Additional areas of focus included the communications
that members currently and wish to receive from Ficanex
as well as their level of preparation (and that of other
suppliers) for the full implementation of EMV Chip
technology in 2010.
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« Emall invitations were sent to the CEOs or appropriate
contacts within member institutions of THE EXCHANGE.

* The study was conducted between Thursday, January
28" and Friday, February 5.

 Invitations were sent to 228 valid email addresses. There
were 77 responses, which is a respectable 33.7%
response rate (typically surveys like this get a response
rate around 10% to 12%).

e This generates a margin of error of plus or minus 9.1%,
nineteen times out of twenty.
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Overall Satisfaction with THE EXCHANGE

Overall, how satisfied are you with the benefits you receive from THE EXCHANGE network?
100%

90% -

80% -

70% -

60% -

50% -

40% -

30% -

20% -

10% -

0% -
All Respondents BC Ontario Atlantic

B Very dissatisfied = Moderately dissatisfied " Moderately satisfied = ® Very satisfied
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Loyalty to THE EXCHANGE

Thinking about the last year, does THE EXCHANGE network deserve the loyalty of your financial institution

for the next few years?
100% -+

90% -

80% -

70% -

60% -

50% -

40% -

30% -

20% -

10% -

0% -
All Respondents BC Ontario Atlantic

B Not deserving atall = Not too deserving I Moderately deserving  m Strongly deserving
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How often they deal with THE EXCHANGE

How often do you have to deal with a task or issue related to your financial institution’s membership in THE

EXCHANGE network?
100% -

90% -

80% -

70% -

60% -

50% -

40% -

30% -

20% -

10% -

0% -

All Respondents BC Ontario Atlantic

M Less often than once a month Once a month A couple of times a month

B Once a week m A couple of times a week B Every day
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Satisfaction with Ficanex’s management

THE EXCHANGE network is managed on behalf of its members by FICANEX Services. Overall, how

satisfied are you with the management of THE EXCHANGE network by FICANEX?
100%

90%

80% -

70% -

60% -

50% -

40% -

30% -

20% -

10% -

0% -

All Respondents BC Ontario Atlantic

B Very dissatisfied = Moderately dissatisfied " Moderately satisfied = ® Very satisfied
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Satisfaction across different services

How satisfied are you with each of the following aspects of the service you receive from FICANEX?
100%

90%
80% -
70% -
60% -
50% -
40% -
30% -
33%
20% -
10% -
5%
0% -
Issues being The amount of The quality of Accessibility of Knowledgeable Responsiveto  Treats all Overall
addressed information  information people at staff the views of members Satisfaction
immediately  senttoyou sent to you FICANEX members equally (52)

B Very dissatisfied = Moderately dissatisfied = Moderately satisfied = ® Very satisfied

Gngusﬁeidpmlia@pinion 8

VISIONCRITICAL P
A WISI \L Practice www.visloncritical.com/farpo



Ildeal communications

Imagine your ideal relationship with FICANEX, how would they communicate with you?

64%

All Respondents BC Ontario Atlantic
M Face to face E-mail newsletters Paper mail newsletters ® Personal e-mail
[ | Personal paper mail  m Telephone Annual Report
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Relevance of Communications

Thinking about the information and communications you receive from FICANEX, how relevant are they to

the needs of your financial institution?
100% -~

90% -
80% -
70% -
60% -
50% -
40% -
30% -
20% -

10% -

0% -
All Respondents BC Ontario Atlantic

B Not relevant at all © Not too relevant © Moderately relevant M Very relevant
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Enough information

Do you feel you have enough information about what is required for your financial institution to implement

EMV chip technology (including requirements of suppliers and timelines)?
100%

90%

80% -

70% -

60% -

50% -

40% -

30% -

20% -

10% -

0% -
All Respondents BC Ontario Atlantic

B No, | do not have enough information M Yes, | have enough information
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What information do you

need?

Specifically what information do you need to implement EMV chip technology?

Other implementation mentions
Clear / specific information

Timelines

Readiness of Exchange network / when will...

Information / direction on what has / needs to be...

Other mentions

Information on where all the suppliers are at
Information on progress

Threshold plan

Plans / implementation plans

Information / details on the switch
Coordination between all parties

Card issuance

28%

7%
7%
7%
7%
7%

0% 5% 10% 15% 20% 25% 30%
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